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COMPLAINTS AND CLIENT FEEDBACK FORMS
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Comments, compliments 
or complaints
Age UK South Gloucestershire aims to provide a high quality, professional service.  We would value any comments you may have as to what we have done well or suggestions how services could be improved.  Please make your comments below and return the form to a member of staff/volunteer, drop it into the office in person or send it to us using our FREEPOST address:-
Freepost RTEX-ERLY-HUYS

Age UK South Gloucestershire, 67 High Street, Thornbury, Bristol  BS35 2AW

	Comments & suggestions 


	If you wish to make a comment (either positive or negative) or a suggestion please fill in the box below.  However, if you wish to make a formal complaint, please see overleaf before continuing.

	
	

	I wish to make a:
Comment or suggestion  

  



Complaint


    (please see overleaf)
Please give details…..




Complaints Procedure

If you want to complain about any aspect of our service, we have developed a complaints procedure so that you can do so, which is detailed below.  This tells you how your complaint will be dealt with and what you can do if you are not satisfied with the response you receive.

	Complaints
	If you are making a complaint, you will need to complete the boxes below as well as giving details of your complaint in the box overleaf. Please make sure you provide your contact details so we can make a response.   Please return the form to a member of staff/volunteer, drop it into the office in person or send it to us using our FREEPOST address overleaf.


	
	

	Name : 

	Phone number :


	Address :

	Email :   

	
	Signed :


	
	Date :




How your complaint will be dealt with

Stage 1:  (Making your complaint)


Write to the Chief Executive Officer (CEO) using the form on the other side of this sheet indicating that you wish to make a complaint.  Please mark the envelope “Private and confidential”.  (If your complaint concerns the CEO, please go straight to Stage 2.)





The CEO will investigate the matter and speak to any member(s) of staff involved.  They will then write to you, normally within ten working days of receipt of the complaint, making a response to your complaint and outlining any action being taken as a result.





Stage 2: (If you are not satisfied with our response to your complaint, or if your complaint concerns the CEO)


You can write to the Board of Trustees outlining the reason(s) for your dissatisfaction or the details of your complaint concerning the CEO.  Your letter should be addressed to the Board of Trustees at the address shown above and marked “Private and confidential”.





A member of the Board of Trustees will then investigate the matter and reply to you in writing, normally within ten working days of receipt of your letter.  This will contain a response to your complaint and details of any further action being taken as a result.





Stage 3:   (If you are not satisfied with our response at Stage 2)


If you are still dissatisfied with the response you have received, you can write requesting an appointment with a different member of the Board of Trustees to discuss the reason for your continued dissatisfaction.  





Following these discussions, your complaint will be discussed at the next Board of Trustees meeting in a final attempt to resolve the matter.  The Chair of the Board of Trustees will write to you, normally within ten working days of the meeting confirming the outcome of the Board of Trustees’ discussions and any action that was agreed as a result of the complaint.





The Trustees’ decision at Stage 3 is final.
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